Public Utility Commission
550 Capitol Street NE, Suite 215
Mailing Address: PO Box 2148
Salem, OR 97308-2148
Consumer Services
1-800-522-2404

Local: 503-378-6600
Administrative Services
503-373-7394

Oregon

Theodore R. Kulongoski, Governor

June 20, 2005

Marlene H. Dortch |
Office of the Secretary o el T FLE COPY DUFLICAE
Federal Communications Commission R

445 12" Street, SW Room TWB204

Washington, D.C. 20554

RE: In the matter of Telecommunications Relay Services and Speech-to-Speech Services
for Individuals with Hearing and Speech Disabilities, CG Docket 03-123

Enclosed is the State of Oregon’s response to the Federal Communications Commission (FCC)

requirement to submit an annual log referencing consumer complaints about relay services for
June 1, 2004 to May 31, 2005.

The following materials are submitted:

Cover letter from Sprint
A copy of the FCC notice regarding the Annual Summary of Consumer Complaints
A “tally sheet” summarizing the type of complaint, the month and the total number of
complaints

e A descriptive log of the Traditional TRS Complaints and CapTel Complaints, including
tracking number, date of complaint, category of complaint, nature of complaint, date of
resolution and explanation of resolution.

e A 3.5 diskette with an electronic file of the enclosed documents

A copy of these materials will also be sent to Dana Jackson, FCC, Consumer and Governmental
Affairs Bureau.

Please note that the FCC TRS Complaint Contact page for Oregon is current and does not need to
be modified. If you have any questions, please contact me at damara.paris(@state.or.us or call 711
to reach me at 503-373-1413 TTY. You may also send faxes to me at 503-378-6047.

—~~Jincerely,
N _,
oW N

Damara Paris, RSPF Manager
Telecommunications Assistance Programs

cc: Dana Jackson, FCC Consumer and Governmental Affairs Bureau
Lee Beyer, Chair, PUC Commission
Ray Baum, PUC Commissioner
John Savage, PUC Commissioner
Rick Willis, PUC Executive Director
Vicki McLean, PUC Central Services Division
Aparna Lele, Sprint OTRS Account Manager
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Traditional TRS Complaints

racking

the relay service. The CA was askad|
to speak {ouder, but he ignorad the
request. The medical business has
recelved many relay calls and they

depend on clear communication
from CAs. With the CA being
uncooperative, the caller and
sarvice provider were needlessly
frustrated.,

g# |Date of Category # |Natura of Complaint Date of Explanation of Resolution
Complaint | Compiaint Resolution
K8475776 |07/18/04 #03 Customer stated that she asked CA 07/23/04 Supervisor assisted the CA during the call. Customer was not clear on the instructions to
six times for F or M and CA would repent and kept sending the same message. CA followed proper procedures by asking for
not give a number, a number to call,
K6475849  |07/28/04 #08 Customer was disappointed with 07/30/04 This CA ID # is currently unassigned. The customer did not want follow up, therefore

further investigation is not possible.

e £
Explanation of Resolution

phone call, the CA interrupted and
hung up.

ategory e of
Complaint | Complaint Rasolution

K54109971  {08/16/04 #21 Customer stated that s/he wanted 08/17/04 Coached the CA that she needs to wait for "GA" before doing anything and cannot
to make a second call and typed to assume what TTY user wants, '
the CA "Thank you 481." CA
interrupted the customer and typed
“{¥Your welcome) sksk."

K64110025 |08/17/04 #26 Customer stated that she could not 0817104 Customer Service foltowed up with her on the troubleshooting issue such as testing the
get through to relay service cills. She now no longer receives garbled messages through relay service after dialing the
|sometimes after dialing the VCO VGO number.
number. When she doas get
through to relay service, messages
are garbled.

K&4110198 [08/18/04 #05 Customer stated that during the 08/18/04 Coached the CA not to interrupt or hang up on any relay call.




Traditional TRS Complaints

Tracking # |Date of Catagory # |Nature of Complaint Date of Explanation of Resolution
Complaint Complaint Resolution
K&4138287 109/29/04 #21 Customsr said she cailed a friend 09/29/04 Goached CA to request a supervisor's assistance with ASL translation,

Tracking #

Date of
Complaint

Category #
Complaint

through relay and was not able to
understand the friend, because the
CA was not willing to translate the
ASL from the callar. The voice user

ked the CA to translate into
English and the CA responded, "I
don’t know ASL." The customer
said she was very frustrated.

Rasolution

K64315185

10/04/04

¥03

TTY customer called to say that the
CA would not dial a number and

{hung up.The customer dialed relay

again and got the same agent and
gave the number again to dial and
then waited for 2 minutes with no
response.

10/04/04

Mot with the CA to discuss the problem. Coached the CA to remain attentive and if there is
no response, let a supervisor know so it can be documented,

K64316597

10/20/04

#03

Customer was very displeased with
all relay calls and said that her
messages were not left for different
people that she called. Customer

was able to provide one of the CAs’
number who did not leave a
message.

10121704

Spoke with the CA who did not remember this call. CA is well experienced and said he has
always left messages as requested. He did not know how this could have happened.
However, he was coached on following the instructions at all times.

K64312813

10/25/04

"7

TTY customer called to say when he|
asked the CA to dial a number, CA
did not use the right attitude.

10/28/04

Coached the CA on always remaining polite and professional in tone.

K64260879

10i27/04

#05

TTY customer said that they called
to report that a CA hung up on
them.

12116/04

Coached the CA on following proper procedure for handling relay calls.




Traditional TRS Complaints

Tracking #

Complaint

Category #
Complaint

Nature of Complaint

Date of
Resolution

Explanation of Resolution

K64505689

11/04/04

#05

Customer said CA dialed a number
and the number was busy. CA was
instructed to dial again but the GA
hung up on her.

03/18/05

JCA was terminated so there was no possible way to maet and discuss this with the CA.

K64181264

11/08/04

#09

CA kept typing "GA" whenever the
voice caller paused or went teo fast

instead of pacing him/her. Voice
caller asked the CA if sha had
gotten certain things, but the CA
would not acknowledge voice
person, and only said "CA still
online.”

1111104

Coacthed the CA on call processing procedures: keeping customer informed, reading
verbatim, typing verbatim, and accuracy in spelling. Informed the CA that continued poor
call processing service is unacceptable.

K64181367

11/18/04

#05

Customer called to report that the
CA hung up on her,

11/18/04

Mat with the CA to review the information and call procedures.

Kg4181451

11124104

#03

After a call was made, the CA
disconnected the caller although
the calier wanted to make another
call.

12/01/04

Coached the CA on proper procedutes for handling the ending of a call.

K64262627

11/29/04

#21

Customer called to say that CA
transferved the call to customer
service without customer's requost.
Customer sald the message came
in garbled and so he asked CA to
repeat it three times, but each time
the massage was garbled, After the
third time, the customer found
himself transferred to customer
service.

12103/04

Supervisor assisted CA with the call. CA disabled turbo code to attempt to correct the
garbled messages. This step did not work, so the CA typed messages to the TTY user and
they were all garbled. As a last resort, the supervisor requested the CA to transfer the call
to customer service to see If they could help the customer. The CA followed the proper
procedure for garbled messages.
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Traditional TRS Complaints

Tracking ¥

Compilaint

Category #

typed sloppily. Customer asked whyl
the typing was so sloppy, and
asked for the CA to repeat, but even
after repeating, the typing
continued to be sloppy.

Tracking # |Date of Category # |Nature of Complaint Date of Explanation of Resolution
Complaint Complaint Resolution
K645611135 {12/07/04 7 Customer complainsd that the CA 04/05/05 Coached CA on the proper way to handle the call and to exhibit patience throughout ALL

was rude, disrespectful, and very calls.
unprofessional. CA acted as i he
didn’t know what the service was.
CA did not announca the greasting
property.

K84294368 [12/27/04 7 Customer reported that the CA 01/05/05 |Met with CA and stressed the importance of typing accurately to ensure quality of service.

Resolution

xplanation of Resolution

KE4309064

jo1/03/05

#03

Customer complained that the
agent did not wait for GA before
dialing out.

01/06/05

Coached CA on the importance of waiting until the TTY user types GA hefore completing
Ithe call.

her to repeat the number to dlal
twice, Customer also waited for the
CA’s response for 5 minutes and
then the line was disconnected,

Tracking # |Date of Category # |Nature of Complaint Date of Explanation of Resolution
Complaint Complaint Resolution

K64420521 |02M12/05 #05 VCO user was vary upset that CAs 02124105 Mailed a follow up letter notifying the customer that the concern was addressed company-
were not following procedures. VCO| wide via our internal network. Furthermore, we advised the customer to provide us a CA ID|
user stated that all CAs number in the future to better assist us in addressing the customar's concerns with the
disconnected calls all the time and appropriate CA.
did not allow her to make other
calls or to leave a message. Sha
wants this lssue to ba addressed to
ali relay centers,

K64411122  |02114/05 #07 Customer complained that the CA 03/04/05 Coached CA on the importance of typing correctly and efficiently.
did not type accurately (i.e. many
typos and backspacing, incomplete
or fragmented sentences).

K54445497  102/28/05 #00 Customer stated that the CA asked 03/01/05 CA stated that the number was garbled and she had to ask customer to repeat the number.

After a few attempts to get the number from the customer, there was no response for
nearly 5 minutes.The CA then disconnected tha line. Coached CA on closing a call
property and to send a message to the TTY user informing them that there was no
responsa prior to disconnecting the line.




Traditional TRS Complaints

complain that she had difficulty
calling a TTY user through tha relay
service due to a blacked call error.
Apparently, the last agent was abla
to process tha call by doing
something but did not tell the
customer what was done.

Tracking # [Date of Category # |Nature of Complaint Date of Explanation of Resolution
Complaint Complaint Resolution
Kb64446287 |03/02/05 #1 VCQ customar complained that the 03/31/05 Met with CA. Coached on proper procedures of VCO calls and keeping VCO users
CA did not know the procedure of informed.
{handling VCOQ calls.
K64514372 |03/29/05 #24 A voice customer called in to 03/28/05 Apalogized to the customer for the inconvenience. Suggested supervisor assistance on

further calls and explained the use of star 82.

that he reached Relay lilinois after
dialing the Qregon Relay number.

Tracking # |Date of Category # |[Nature of Complaint Date of Explanation of Resolution
Complaint Complaint Resolution
K64526414 [04/18/05 #05 Customer complained that the CA 06/01/05 Spoke to CA and she did not remember this call. Coached CA on the severity of hanging
hung up on her. Jup on customers.
K64646814 [04/26/05 K29 A voice customer called to report 04/26/05 If his number is showing up incorrectly on the screen, he could be dialing from a cel

phone and the tower Is passing the incomect digits. We also nead time and dates of the
calls in order to do a Customer Detall Report search.

ge the CA left on the
lanswering machine was
unreadabla,

Tracking # |Date of Catagory # [Nature of Complaint Date of Explanstion of Resolution
Complaint Complaint Resolution
K645611338 |05/04/05 #05 Customer complained that CA was 45/30/05 Coached CA on the importance of always rematning polite and typing accurately to ensure
rude when she shared fesdback quality of service.
that the CA did not clearty type the
|iist of appointment times,
K641273013 [05/10/05 #18 TTY customer called to say that the 05/10/05 Coached CA on the importance of always typing accuratsly and verbatim,




Traditional TRS Complaints

that the CA redlaled a number
without asking the customers
permisgion.

K64127296¢6 |0510/05 #8 TTY customer called to say that the 0510/05 Coached CA on the importance of always typing accurately and verbatim,
[messages left on the answering
machine were unreadable.

K641273144 |05/10/05 #18 TTY customer called to say that the 05110105 Coached CA on the importance of always typing messages accurately and verbatim. This
message feft on the answer may have been a technical issue on the caller's end, since they filed a similar complaint on
machine was unreadable. the same day.

KB43085066 |05M8/05 #21 TTY user complained that the CA 05/24/05 Coached CA on the importance of waiting until TTY user types GA before dialing out.
did not wait for "GA™ before
dlaling out.

K645601277 {05/23/05 #21 Caller stated that the CA did not 05/23/05 Coached CA on the importance of waiting until TTY user types GA before dialing out.
wait for "GA™ befors dialing out.

KG645601478 |05/23/05 #02 TTY customer called to complain 05/23/05 Coached CA to read customer database notes carefully.
that the CA did not follow his
database notes, which said "VCO is
not used anymore.” Tha customer
asked the CA twice to dial and
typed the number, Both timas, the
CA typed "voice now” In response.

KE45601330 |05/23/05 #21 Caller said the CA did not walt for 05/23/05 CA was coached on the importance of waiting until the TTY user types GA before dialing
“GA" before dialing the number. tha nurmbar.

KB645670952 |05/31/05 #03 TTY customer called to complain 0531105 CA was coached on the importance of following the customer's instructions such as
that the CA dialed a number without asking for permission to redial a number.
asking the customer’s permission.

K645671316 |05/31/05 #03 TTY customer cailed 1o complain 0531105 CA was coached on the importance of following the customer's instructions.
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CapTel Complaints

1/31/05

the Data Toll Free Numbar

Disconnection/Reconnection
during cails

telephone company regarding line quallty to support data transmissions.

Explained to customer that there were problems within the nationwide toll-
free telephone network that preventad the CapTel from routing properly to
the CapTel Service, and that this problem was unrelated to the CapTel
Captioning Service itself. Managers of the toll-free network took steps to
resolve the problem on afternoon of 2/2/05. Customer was notified of this
resolution. Confirmed that customer Is now abla to make outgoing captioned
calls.

Customer was advised of the causes of disconnections/reconnections and
ghven tips to avoid further disconnections. Customer will contact local

calls

1336 3/15/05 #25 Disconnection in middle of call  [3/15/05 After doing some troubleshooting, Technical Support recommended that
customar may want to contact his/her phone company to verify lines for
supporting a solid data modem connection,

1337 3128105 #58 Inability for CapTel users to 3/28/05 Reported problem to toll free network provider. Problem resoived the same

reach the data toll free number moming. Customer service representative confirmed with customer that s/he
is able to make calls,

1338 3128105 #58 Inability for CapTel users to 3/28/05 [Reported problem to toll free netwerk provider. Problem resolved the same

reach the data toll free number moming. Customer service representative confirmed with customer that sthe
is able to make calls,

1339 3/28/05 #58 Inabllity for CapTel users to 3/28/05 Reported problem to toll free network provider. Problem resolved the same

: reach the data toll free number mofhing. Customer service representative confirmed with customer that she
is able to make calls.

1394 4/18/05 #25 Disconnect/Reconnect during 4/18/05 Customer has both analog line and DSL line. Switched CapTel to DSL line

and problem was resolved. Will contact local telephone company to have
analog fine quality checked.
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=4 Sprint.

Aparna Lele

Sprint Relay

7770 SW Mohawk St, Bidg F
Tualatin, OR 97062
800-377-1150 TTY
503-612-1116

June 13, 2005

Damara Paris, Manager
Telecommunications Assistance Programs
Oregon Public Utility Commission

550 Capitol Street NE, STE 215

P.O. Box 2148

Salem, Oregon 97308-2148

Re: In the Matiter of Telecommunications Relay Services and Speech-to-Speech Services
for Individuals with Hearing and Speech Disabilities, CG Docket No. 123

Dear Ms. Paris,

Sprint has provided you with the following information to support your filing with the FCC
for the State of Cregon:

¢ Annual Complaint Log which includes the number of complaints received from
June 1, 2004 through May 31, 2005 that allege a violation of the federal TRS
mandatory minimum standards, the date of the complaint, the nature of the
complaint, the date of its resolution, and an explanation of the resolution.

¢ Annual Tally Report with total complaints by category to give you an overall view of
the nature of TRS complaints.

As mandated by the Federal Communications Commission (FCC), Sprint has maintained
a log of all consumer complaints that allege a violation of the federal minimum standards
for Telecommunications Relay Services and is providing you with a summary to file with
the FCC. You will need to make clear that it is a reference to the CG Docket 03-123, as
above.




Please note that for your state you must send (1) an original and four copies of the printed
report and (2) an electronic disk copy of the complaint log on a standard 3.5 inch diskette
(formatted in an IBM compatible format using Word 97 or compatible software) on or
before Thursday, July 1, 2005. These items should be sent to the Commission’s
Secretary (via US Postal Service, First Class Mail, Express Mail or Priority Mail):

Marlene H. Dortch,

Office of the Secretary

Federal Communications Commission
445 12 St., SW, Rm TW-B204
Washington, DC 20554

Please also note that your state is also encouraged to send an additional printed copy on
or before July 1%, to the Consumer & Governmental Affairs Bureau of the FCC to:

Dana Jackson, Federal Communications Commission
Consumer & Governmental Affairs Bureau

445 12™ St., SW, Rm CY-C417

Washington, DC 20554

or by email: Dana.Jackson@fcc.gov

For your reference, Sprint has included a copy of the FCC Public Notice from June 16,
2005 requiring this action.

Should you have any questions concerning this report, please contact me at
aparna.lele@mail.sprint.com.

Sincerely,
Aparna Lele
Sprint Account Manager

Oregon Telecommunications Relay Service

Attachments:
1) Log Sheet
2) Tally Sheet
3) 3.5 inch diskette
4) Copy of FCC Public Notice
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DA 05-1681
Released: June 16, 2005

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES
AND TELECOMMUNICATIONS RELAY SERVICES (TRS) PROVIDERS THAT
THE ANNUAL SUMMARY OF CONSUMER COMPLAINTS CONCERNING
TRS IS DUE FRIDAY, JULY 1, 2005

The Federal Communications Commission’s Consumer & Governmental Affairs Bureau reminds
states and telecommunications relay services (TRS) providers that they must submit their annual
consumer complaint log summaries for the 12-month period ending May 31, 2005, on or before
July 1, 2005.

To assist the Commission in monitoring the service quality of TRS providers, the Commission
requires state TRS programs and interstate TRS providers to maintain a log of consumer
complaints that allege violations of the federal TRS mandatory minimum standards.! State TRS
programs should report all complaints made to the state agency, as well as those made to the
state’s TRS provider. TRS providers that provide interstate TRS, interstate STS, interstate
Spanish relay, interstate captioned telephone relay, VRS, or IP Relay are also required to submit
complaint log summaries. These summaries are intended to provide an early warning system to
the Commission of possible service quality problems. Additionally, this information allows the
Commission to determine whether a state or interstate TRS provider has appropriately addressed
consumer complaints and to spot national trends that may lend themselves to coordinated
solutions. This information further enables states to learn how other states are resolving
complaints.

Complaint log summaries should include information pertaining to complaints received between
June 1, 2004, and May 31, 2005. Complaint log summaries shall include, at a minimum, the
number of complaints received that allege a violation of the federal TRS mandatory minimum

! See Telecommunications Relay Services and Speech-to-Speech Services for Individuals with Hearing and
Speech Disabilities, Report and Order and Further Notice of Proposed Rulemaking, FCC 00-56, 15 FCC
Red 5140, at 5144-5145, para. 9 (March 6, 2000) (Improved TRS Order); 47 C.F.R. §64.604(c)(1) (TRS
“mandatory minimum standards” requiring filing of consumer complaint logs).

2 Improved TRS Order, 15 FCC Red 5140, at 5190-5191, para. 122,




standards, the date of the comptlaint, the nature of the complaint, the date of its resolution, and an
explanation of the resolution.?

We note that according to the data presented in the state complaint log summary submissions fot
2004, approximately sixteen hundred complaints were reported that alleged a violation of one or
more of the Commission’s mandatory minimum standards for TRS, Over seventy-seven percent
of all complaints alleged violations of the operational mandatory minimum standards and
stemmed from the interaction between the calling party and the communications assistant (CA).
We therefore remind TRS providers and state administrators that their CAs must, among other
things, be knowledgeable of TRS procedures, follow customer’s instructions, and continue to
keep callers informed about the progress of their call.

All filings must reference CG Docket 03-123. States and interstate TRS providers who choose
to submit by paper must submit an original and four copies of each filing on or before Friday,
July 1, 2005. To expedite the processing of complaint log summaries, states and interstate TRS
providers are encouraged to submit an additional copy to Attn: Dana Jackson, Federal
Communications Commission, Consumer & Governmental Affairs Burcau, 445 12" Street, SW,
Room CY-C417, Washington, DC 20554 or by email at Dana.Jackson@fcc.gov. States and
interstate TRS providers should also submit electronic disk copies of their complaint log
summaries on a standard 3.5 inch diskette formatted in an IBM compatible format using Word 97
or compatible software. The diskette should be submitted in “read-only” mode and must be
clearly labeled with the State or interstate TRS provider name, the filing date and captioned
“Complaint Log Summary.”

Filings can be sent by hand or messenger delivery, by electronic media, by commercial overnight
courier, or by first-class or ovemight U.S. Postal Service mail (although we continue to
experience delays in receiving U.S. Postal Service mail). The Commission's contractor, Natek,
Inc., will receive hand-delivered or messenger-delivered paper filings or electronic media for the
Commission's Secretary at 236 Massachusetts Avenue, NE, Suite 110, Washington, D.C. 20002.
The filing hours at this location are 8:00 2.m. to 7:00 p.m. All hand deliveries must be held
together with rubber bands or fasteners. Any envelopes must be disposed of before entering the
building. Commercial and electronic media sent by overnight mail (other than U.S. Postal
Service Express Mail and Priority Mail) must be sent to 9300 East Hampton Drive, Capitol
Heights, MD 20743. U.S. Postal Service first-class mail, Express Mail, and Priority Mail should
be addressed to 445 12th Strect, SW, Washington, D.C. 20554. All filings must be addressed to
the Commission's Secretary, Marlene H. Dortch, Office of the Secretary, Federal
Communications Commission, 445 12" Street, SW, Room TW-B204, Washington, DC 20554.

The full text of this document and copies of any subsequently filed documents in this matter will
be available for public inspection and copying during regular business hours at the FCC Reference
Information Center, Portals II, 445 12" Street, SW, Room CY-A257 , Washington, DC 20554,
This document and copies of subsequently filed documents in this matters may also be purchased
from the Commission’s duplicating contract, BCPI, Inc., Portals II, 445 120 Street, SW, Room
CY-B402, Washington, DC 20554. Customers may contact BCPI, Inc. at their web site
www.bepiweb.com or call 1-800-378-3160.

To request materials in accessible formats for people with disabilities (Braille, large print,
electronic files, audio format), send an e-mail to fccS04(@fcc.gov or call the Consumer &
Governmental Affairs Bureau at (202) 418-0530 (voice), (202) 418-0432 (TTY). This Public
Notice can also be downloaded in Word or Portable Document Format (PDF) at:

3 See 47 C.F.R. § 64.604 (c)(1).
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http://www . fcc.gav/cgb/dro.

For further information regarding this Public Notice, cotitact Dana Jackson, Consumer &

Governmental Affairs Bureau, Disability Rights Office (202) 418-1475 (voice), (202) 418-
0597(TTY), or e-mail Dana.Jackson@fcc.gov.

-FCC -




